IT Capability
IT Human resource asset, Technology asset, Relationship asset Melville et al. (2004) 
IT Resources
Technological IT resources (Infrastructure, business applications), Human IT resources (technical IT skills, managerial IT skills) Wade and Hulland (2004) 
IS Resources
Manage external relationships, Market responsiveness, IS-business partnerships, IS planning and change management, IS infrastructure, IS technical skills, IS development, Cost effective IS operations Cross-Sectional Studies in IS Literature Marchand et al. (2000) Information Orientation
Information technology practices, information management practices, information behaviors and values
Likert scale, Survey approach, Uses data from self-reports of firms Tippins and Sohi (2003) IT Competency IT knowledge, IT operations, IT objects Likert scale, Survey approach, Uses data from self-reports of firms Duncan (1995) IT Infrastructure flexibility
Technological components, flexibility characteristics, types of applied flexibility indicators Likert scale, Survey approach, Uses data from self-reports of firms Lewis and Byrd (2003) IT Infrastructure CIO, IT planning, IT security, technology integration, advisory committee, enterprise model, data administration Likert scale, Survey approach, Uses data from self-reports of firms Weill and Vitale (2002) IT Infrastructure capability IT components, human IT infrastructure, shared IT services, shared standard applications Likert scale, Survey approach, Uses data from self-reports of firms Bharadwaj (2000) , Santhanam and Hartono (2003) IT Capability IT infrastructure, human IT resources, IT enabled intangibles Binary measure of IT capability, based on InformationWeek ranking of IT leader firms Ray et al. (2005) IT resources and capabilities Technical IT skills, generic technologies, IT spending, shared knowledge Likert scale, Survey approach, Uses data from self-reports of firms Ravichandran and Lertwongsatien (2005) IS capabilities IS planning sophistication, system development capability, IS support maturity, IS operations capability Likert scale, Uses data from self-reports of firms IT support for core competencies Bhatt and Grover (2005) IT Capabilities IT Infrastructure, IT business experience, relationship infrastructure Likert scale, Uses data from self-reports of firms Longitudinal Studies in IS Literature Using a Continuous and Unobtrusive Measure of an IT Capability This study (Mithas et al. 2011 (2007) The ability to tailor the infrastructure to emerging business needs and directions
Tailoring of IT infrastructure allowed Cemex to move its performance management capability from a "geographical proximity" based heuristics to "cultural proximity" based heuristics and finally to "systems proximity." Reference: Marchand et al. (2002) Tailoring of IT infrastructure allows a firm to respond to changing customer needs and to segment and target customers using the potential of newer technologies and to design new products and services for them by involving them in new product development processes. Tailoring of IT infrastructure can allow firms to manage the organizational portfolio of processes, including reconfiguring processes for continued effectiveness, designing and using appropriate metrics and controls, and applying processes as strategic options in response to changes in business conditions. References: Kalakota and Robinson (2003) ; Robinson et al. (2000) and their relative importance/value to customers' purchasing decisions for purposes of product/ service planning, marketing, improvements, and other business development? In this determination, how do you use relevant information from current and former customers, including marketing/sales information, customer retention data, won/lost analysis, and complaints? If determination methods vary for different customers and/or customer groups, describe the key differences in your determination methods. (1) What are your design processes for products/services and their related production/delivery systems and processes? (2) How do you incorporate changing customer/market requirements into product/service designs and production/delivery systems and processes? (3) How do you incorporate new technology, including e-technology, into products/services and into production/delivery systems and processes, as appropriate? (4) How do your design processes address design quality and cycle time, transfer of learning from past projects and other parts of the organization, cost control, new design technology, productivity, and other efficiency/ effectiveness factors? (5) How do you design your production/delivery systems and processes to meet all key operational performance requirements? (6) How do you coordinate and test your design and production/delivery systems and processes? Include how you prevent defects/rework and facilitate trouble-free and timely introduction of products/services. b. Production/Delivery Processes (1) What are your key production/delivery processes and their key performance requirements? (2) How does your day-to-day operation of key production/delivery processes ensure meeting key performance requirements? (3) What are your key performance measures/indicators used for the control and improvement of these processes? Include how in-process measures and real-time customer and supplier/partner input are used in managing your product and service processes, as appropriate. (4) How do you perform inspections, tests, and process/performance audits to minimize warranty and/or rework costs, as appropriate? Include your prevention-based processes for controlling inspection and test costs, as appropriate. (5) How do you improve your production/delivery systems and processes to achieve better process performance and improvements to products/services, as appropriate? How are improvements shared with other organizational units and processes and your suppliers/partners, as appropriate? (2) How do you determine key business process requirements, incorporating input from customers and suppliers/partners, as appropriate? What are the key requirements for these processes? (3) How do you design and perform these processes to meet all the key requirements? (4) What are your key performance measures/indicators used for the control and improvement of these processes? Include how in-process measures and customer and supplier feedback are used in managing your business processes, as appropriate. (5) How do you minimize overall costs associated with inspections, tests, and process/performance audits, as appropriate? (6) How do you improve your business processes to achieve better performance and to keep them current with business needs and directions? How are improvements shared with other organizational units and processes, as appropriate?
Item 6.3 Support Processes: Describe how your organization manages its key processes that support your daily operations and your employees in delivering products and services. Within your response, include answers to the following questions: a. Support Processes (1) What are your key processes for supporting your daily operations and your employees in delivering products and services? (2) How do you determine key support process requirements, incorporating input from internal customers, as appropriate? What are the key operational requirements (such as productivity and cycle time) for these processes? (3) How do you design these processes to meet all the key requirements? (4) How does your day-to-day operation of key support processes ensure meeting key performance requirements? (5) What are your key performance measures/indicators used for the control and improvement of these processes? Include how in-process measures and internal customer feedback are used in managing your support processes, as appropriate. (6) How do you minimize overall costs associated with inspections, tests, and process/performance audits? (7) How do you improve your support processes to achieve better performance and to keep them current with business needs and directions? How are improvements shared with other organizational units and processes, as appropriate? (1) How do senior leaders review organizational performance and capabilities to assess organizational success, competitive performance, progress relative to short-and longer-term goals, and the ability to address changing organizational needs? Include the key performance measures regularly reviewed by your senior leaders. Also, include your key recent performance review findings. (2) How are organizational performance review findings translated into priorities for improvement and opportunities for innovation? How are they deployed throughout your organization and, as appropriate, to your suppliers/partners to ensure organizational alignment? (3) How do senior leaders use organizational performance review findings to improve both their own leadership effectiveness and your leadership system? Strategic Planning Quality (STRAT) Item 2.1 Strategy Development: Describe how your organization establishes its strategic objectives, including enhancing its competitive position and overall performance. Within your response, include answers to the following questions: a. Strategy Development Process (1) What is your overall strategic planning process? Include key steps, key participants, and your short-and longer-term planning time horizons. (2) How do you ensure that planning addresses the following key factors? Briefly outline how relevant data and information are gathered and analyzed to address these factors:
Customer focused results (CUSTPERF)
• customer and market needs/expectations/opportunities • your competitive environment and your capabilities relative to competitors • technological and other key changes that might affect your products/services and/or how you operate • your strengths and weaknesses, including human and other resources • your supplier/partner strengths and weaknesses • financial, societal, and other potential risks b. Strategic Objectives (1) What are your key strategic objectives and your timetable for accomplishing them? Include key goals/targets, as appropriate. We estimated all models including an intercept and a dummy variable FIRM (1=firms, 0=intra-organizational units). p values are in parentheses; *p < .10, **p < .05, and ***p < .01. We estimated all models including an intercept, dummy variables FIRM (1=firms, 0=intra-organizational units) and SERVICE, and a control variable SIZE. p values are in parentheses; *p < .10, **p < .05, and ***p < .01. 
